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Complaint, Grievance, 1999 C onsumer S G uide 
and Appeals Procedure 
If your Health Plan services are reduced, denied, or terminated you can aa 
« submit a written or verbal COMPLAINT to the Plan; 


«ask to meet with a Plan representative about your complaint; M . e 
In 


«> also, if desired, makea COMPLAINT with the State of M issouri 
by calling: 1-800-392-2161 
or writing: Recipient Services 
Missouri Division of M edical Services 
P.O. Box 6500, Jefferson City, MO 65102. 
«>If you disagree with the decision on your complaint, you may 
filea written GRIEVANCE. 
@ You must do so within 90 days of the decision on your complaint. 
@ TheHealth Plan must respond within 30 days. 


«> A final step, if needed, is to filea written APPEAL. 
@ You must do so within 90 cays of thedecision on your grievance 
@ The Health Plan must respond within 60 days. 


«> |f you want a second opinion you may request one by calling your 
Primary Care Provider or a Customer Service Representative. 


For further information about this Consumer's Guide, contact: 
Health Care Performance M onitoring Bureau, 

Missouri Depot. of Health 

P.O. Box 570, Jefferson City, MO 65102-0570 

(573) 751-6279 


Missouri Department of 


EL OT 


Maureen E. Dempsey, M.D. - Director 


The Missouri Department of Health has attempted to publish accurate information based upon 
common definitions. The data reported in this brochure are based on plan performance during 
1998. Managed care plans were given an opportunity to review and correct the data presented. 
Other corrections or suggestions should be forwarded to the Center for Health Information 
Management and Epidemiology, Missouri Department of Health, PO Box 570, Jefferson City, 
MO 65102. Our telephone number is (573) 751-6279. A companion technical report, contain- 
ing the data and statistical formulas used, is also available for $10. 


The Missouri Department of Health is an equal opportunity/affirmative action employer. Ser- 
vices are provided on a nondiscriminatory basis. This information is available in alternate 


[Publication Number 21.6] 
Printed on recycled paper 


MC+ Managed Care 


M C+ M anaged Care covers healthcare services for pregnant women, chil- 
dren, parents and anyone qualified under expanded income or family size 
guidelines in the Eastern (St. Louis), Central, and Western (Kansas City) 
regions. MC+ Managed Care members are covered only through a man- 
aged care ae Disabled and elderly M edicaid ee are covered sepa- 
rately, and only by M edicaid fee-for-service providers. MC+ recipients ina 
DED eae care region can only receive services from fee-for-service 
providers. Contact the Division of M edical Services for more information on 
fee-for-service eligibility. 


Know Your Rights 


As amanaged care patient you have the right to: 

“> see your primary care provider, a physician or nurse practicioner, who 
provides basic health care services 

“> receive urgent or after hours care for necessary conditions 
such as burns, cuts, high fevers, etc. 

“> receive specialty care that is medically necessary such as surgery, 
therapies, etc. 

«>» see your medical records 

«>» beinformed about what services are available to you 

«>» have your medical condition, illness or injury be private 


Know Your Responsibilities 


Become familiar with the rules of your managed care plan before you use 

medical services. You havea responsibility to: 

«>» select a primary care provider (PCP) as your regular doctor 

«» schedule appointments and keep them, or call to cancel 

«>» read materials given to you and ask questions about anything you 
do not understand 

«» make sure that you follow the rules about physician referrals (if you see a 
specialist without a referral, you may have to pay the bill) 

«> usehospital emergency rooms, after hours care and urgent care 
facilities for emergencies or urgent conditions only 

“> eat right, exercise, get regular check-ups, don’t smoke and follow 
your doctor's instructions 


Member Services Telephone Numbers 


Plan Customer Service RN Hotline 


Blue-Advantage+Plus 888-658-3322 

Care Partners 800-684-5501 877-544-2273 
Community Care Plus 800-875-0679 314-454-0055 
Family Health Partners 800-347-9363 877-347-9369 
FirstGuard Health Plan 888-828-5698 888-427-2286 


HealthCare USA 800-566-6444 800-475-1142 
HealthNet Med Missouri 800-858-2903 800-533-0844 
Mercy MC+ 800-796-0056 800-811-1187 
Missouri Care 800-322-6027 888-884-2401 
Prudential Health Care 

Community Plan 800-298-7625 


Eligibility and Enrollment Toll-free Numbers 


If you want to know if you areeligiblefor M C+ Healthcare cov- 
erage, call the MC + Service Center at this toll-free number: 
888-275-5908 


This office can: 
answer your questions about eligibility for healthcare coverage, 
determine your eligibility for MC-+, 
@ mail you an M C+ application, 
@ process your application. 


You may also contact your county Division of Family Services office 
for information on MC+ and other medical assistance programs. 


To enroll in a specific health plan call First Health toll-free at: 
800-348-6627 


There aretwo state agencies you may contact about an MC + problem 
Division of Medical Services, Department of Insurance, 
call: 1-800-392-2161 call: 1-800-726-7390 
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Map shows the three regions where 
MC+ Managed Care Plans offer coverage 
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